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The HUD Web StoryThe HUD Web Story

!! Great storyGreat story
!! Happy ending (at least so far)Happy ending (at least so far)
!! Many heroes!Many heroes!
!! Past is prologuePast is prologue



In the Beginning...In the Beginning...

!! First HUD web site posted April 1995First HUD web site posted April 1995
!! First job: define the purposeFirst job: define the purpose

!! George Latimer:  focus on citizensGeorge Latimer:  focus on citizens
!! Mom:  organize from the audience’s point of viewMom:  organize from the audience’s point of view
!! Henry Cisneros: it’s not about HUD Henry Cisneros: it’s not about HUD —— it’s about homes it’s about homes 

and communitiesand communities
!! Great advice then Great advice then -- great advice nowgreat advice now



Statement of PurposeStatement of Purpose

HUD’s Homes and Communities Page is a HUD’s Homes and Communities Page is a 
clearinghouse of information and services about clearinghouse of information and services about 
homes and communities for citizens and for our homes and communities for citizens and for our 
current and potential business partners. It’s current and potential business partners. It’s 
designed to empower citizens and business designed to empower citizens and business 
partners by giving them what they want, when they partners by giving them what they want, when they 
want it, in ways that make sense to them, so they want it, in ways that make sense to them, so they 
can solve their own problems and achieve their can solve their own problems and achieve their 
objectives.objectives.



Youth to AdolescenceYouth to Adolescence

!! 3 iterations first year3 iterations first year
!! First “awardFirst “award--winner” in second yearwinner” in second year
!! Watch us grow!Watch us grow!











Where We AreWhere We Are

!! One million pages, in hard copyOne million pages, in hard copy
!! 600,000 visitors per month600,000 visitors per month

!! 1.5 million visits1.5 million visits
!! 75.5 million “hits” 75.5 million “hits” 
!! 75%  are “citizens”75%  are “citizens”
!! Most want to buy a homeMost want to buy a home



Where We Are (cont’d)Where We Are (cont’d)

!! More than 50 interactive business processesMore than 50 interactive business processes
!! FHA Connection FHA Connection —— 200,000 transactions each day 200,000 transactions each day 
!! 28,800 physical inspection reports submitted to Real 28,800 physical inspection reports submitted to Real 

Estate Assessment CenterEstate Assessment Center
!! 3,200 housing agencies used PIH Information Center 3,200 housing agencies used PIH Information Center 

(PIC) to submit and review inventory data(PIC) to submit and review inventory data
!! Brokers can submit bids for HUD homesBrokers can submit bids for HUD homes



Where We Are (cont’d)Where We Are (cont’d)

!! Citizen servicesCitizen services
!! Homes for sale Homes for sale —— not just from HUDnot just from HUD
!! FHA mortgage insurance premium refundsFHA mortgage insurance premium refunds
!! HUDHUD--approved lenders, condos, and planned approved lenders, condos, and planned 

developmentsdevelopments
!! Search for subsidized apartmentsSearch for subsidized apartments
!! Interactive mapsInteractive maps
!! File a fair housing complaintFile a fair housing complaint

•• More than 400 in past 6 monthsMore than 400 in past 6 months



Where We Are (cont’d)Where We Are (cont’d)

!! Citizen services (cont’d)Citizen services (cont’d)
!! Search 3,000 “best practices”Search 3,000 “best practices”
!! Browse HUD handbooks and publicationsBrowse HUD handbooks and publications
!! Complete and print HUD formsComplete and print HUD forms

•• 1500 forms in1500 forms in HUDclipsHUDclips

!! Purchase HUD research reportsPurchase HUD research reports
!! Find a volunteer opportunityFind a volunteer opportunity



What are We Doing Well?What are We Doing Well?

!! Listen to the audienceListen to the audience
!! They tell us what to put on the webThey tell us what to put on the web
!! EE--mail, stats, focus groups, vignettesmail, stats, focus groups, vignettes

!! Audience focused Audience focused —— not organization focusednot organization focused
!! First to use customer oriented pagesFirst to use customer oriented pages

!! One site One site —— one HUDone HUD
!! Consistent look and feelConsistent look and feel

!! “McDonalds approach”“McDonalds approach”

!! Webcasts Webcasts 
!! Save time, save moneySave time, save money



What are We Doing Well? (cont’d)What are We Doing Well? (cont’d)

!! Marketing: 4Marketing: 4--part strategypart strategy
!! Go to the audienceGo to the audience

•• Major conferences, state fairs, home and garden shows, etc.Major conferences, state fairs, home and garden shows, etc.

!! Leave a calling cardLeave a calling card
•• Brochures, bookmarks, magnetsBrochures, bookmarks, magnets

!! Listen to the audienceListen to the audience
!! Educate the staffEducate the staff

•• Web DayWeb Day
•• Monthly Web DropMonthly Web Drop--InsIns



What are We Doing Well? (cont’d)What are We Doing Well? (cont’d)

!! Personal customer contactPersonal customer contact
!! 600 e600 e--mails to the web manager each weekmails to the web manager each week
!! Housing web manager handles 2,500 per monthHousing web manager handles 2,500 per month
!! Boilerplate responsesBoilerplate responses



What Else Are We DoingWhat Else Are We Doing
with the Web?with the Web?

!! HUDwebHUDweb
!! Born in 1996Born in 1996
!! Management and communications toolManagement and communications tool
!! More than 50 internal work processesMore than 50 internal work processes

•• Take GTR orientation onlineTake GTR orientation online
•• Check  personnel recordsCheck  personnel records
•• Order business cardsOrder business cards
•• Sign up for savings bondsSign up for savings bonds

!! More than half million visits each monthMore than half million visits each month



What Else Are We DoingWhat Else Are We Doing
with the Web? (cont’d)with the Web? (cont’d)

!! HUD Answer HUD Answer 
MachinesMachines
!! Free access to HUD’s web Free access to HUD’s web 

site in every officesite in every office

!! 1,000 users each 1,000 users each 
monthmonth



What Else Are We DoingWhat Else Are We Doing
with the Web? (cont’d)with the Web? (cont’d)

!! HUD Next Door HUD Next Door 
KiosksKiosks
!! “ATMs” provide basic “ATMs” provide basic 

information to the publicinformation to the public
!! 83 located in public spaces 83 located in public spaces 

across the country across the country 
!! Web based content is Web based content is 

consistent, current, consistent, current, 
interactiveinteractive

!! Recent review:  54% say Recent review:  54% say 
they’ll use infothey’ll use info



What Else Are We DoingWhat Else Are We Doing
with the Web? (cont’d)with the Web? (cont’d)

!! Traveling kiosksTraveling kiosks
!! Mini versions of kioskMini versions of kiosk
!! Offer both kiosk content Offer both kiosk content 

and HUD’s web siteand HUD’s web site
!! 250 events in past 8 months 250 events in past 8 months 

•• Even the Maine legislature!Even the Maine legislature!

!! 12 new traveling kiosks 12 new traveling kiosks 
comingcoming



On the PlatterOn the Platter

!! Web ClinicsWeb Clinics
!! Help HUD partners create web sites to deliver the Help HUD partners create web sites to deliver the 

services we fundservices we fund
!! Free software to create their web sitesFree software to create their web sites
!! 12 clinics to date 12 clinics to date —— more than 350 organizations more than 350 organizations 

trainedtrained

!! Deputy Secretary’s Task ForceDeputy Secretary’s Task Force
!! FullFull--time web managerstime web managers
!! Separate tech support from content managementSeparate tech support from content management
!! CIO to take lead for web technology/infrastructureCIO to take lead for web technology/infrastructure



On the Platter (cont’d)On the Platter (cont’d)

!! Technology EnhancementsTechnology Enhancements
!! Automate site managementAutomate site management
!! CustomizeCustomize
!! RealReal--time chatstime chats

!! Educational WebcastsEducational Webcasts
!! How to buy a homeHow to buy a home
!! What is housing discrimination?What is housing discrimination?

!! Kiosk PartnershipsKiosk Partnerships
!! HassleHassle--free communities kiosksfree communities kiosks
!! Opportunities with state/local governmentsOpportunities with state/local governments



And now…“EAnd now…“E--Gov”Gov”

!! New name New name —— same gamesame game
!! Brings new emphasis/resources to the effortBrings new emphasis/resources to the effort
!! Not just eNot just e--commerce; commerce; ee--serviceservice
!! Goal: seamless service to citizensGoal: seamless service to citizens

!! Inside and outside HUDInside and outside HUD
!! With HUD partnersWith HUD partners
!! Between levels of governmentBetween levels of government
!! “Continuums” of information and services“Continuums” of information and services



And now…“EAnd now…“E--Gov” (cont’d)Gov” (cont’d)
!! The possibilitiesThe possibilities

!! FederallyFederally--sponsored Internet centerssponsored Internet centers
•• Free access to the InternetFree access to the Internet

!! GovernmentwideGovernmentwide database of infodatabase of info
•• Instead of separate web sitesInstead of separate web sites

!! New job opportunities for staffNew job opportunities for staff
•• Work at home, flexible hours, flexible locationsWork at home, flexible hours, flexible locations

!! Use web to connect people with peopleUse web to connect people with people
•• To provide services, to foster new “communities”To provide services, to foster new “communities”

!! Increase in participatory governmentIncrease in participatory government
•• e.g.,e.g., LeibermanLeiberman/Thompson web site/Thompson web site
•• Virtual teams, online town hall meetingsVirtual teams, online town hall meetings



And now…“EAnd now…“E--Gov” (cont’d)Gov” (cont’d)

!! The issuesThe issues
!! Impact on organizational structureImpact on organizational structure

•• Jobs could change, resource needs could changeJobs could change, resource needs could change
•• Change is good Change is good —— but hardbut hard

!! Changing the culture of government (HUD) to focus on Changing the culture of government (HUD) to focus on 
citizens as customers citizens as customers -- ee--serviceservice

!! Privacy, security concerns verses improved service Privacy, security concerns verses improved service 
!! How much is too much information?How much is too much information?



And now…“EAnd now…“E--Gov” (cont’d)Gov” (cont’d)

!! The strategiesThe strategies
!! Inventory our successesInventory our successes

•• Describe how we’re serving citizens betterDescribe how we’re serving citizens better

!! Credit managers who “own” eCredit managers who “own” e--govgov
•• Recognize managers who take risksRecognize managers who take risks
•• “Hall of e“Hall of e--gov heroes” ongov heroes” on HUDwebHUDweb??

!! Document cost benefit/savingsDocument cost benefit/savings
!! Find ways to value service to citizensFind ways to value service to citizens

•• What value do you put on helping a homeless person find a What value do you put on helping a homeless person find a 
place to sleep at night?place to sleep at night?

!! Focus on forms Focus on forms —— more than 580 public use formsmore than 580 public use forms



And now…“EAnd now…“E--Gov” (cont’d)Gov” (cont’d)

!! Skim off citizen info from current systems Skim off citizen info from current systems 
!! Tech fair for execs (“change agent” recommendation)Tech fair for execs (“change agent” recommendation)
!! Listen to the audience:  series of online town hall Listen to the audience:  series of online town hall 

meetingsmeetings
•• “What do “What do youyou want us to do?”want us to do?”

!! Build simple applications for partners Build simple applications for partners —— give it to themgive it to them
•• e.g., apply for public housing onlinee.g., apply for public housing online

!! Brief key partner organizations and form alliances to Brief key partner organizations and form alliances to 
develop seamless services for citizensdevelop seamless services for citizens

•• NAHRO, CLPHA, PHADA, Conf of MayorsNAHRO, CLPHA, PHADA, Conf of Mayors



And now…“EAnd now…“E--Gov” (cont’d)Gov” (cont’d)

!! PSAsPSAs on services available via the webon services available via the web
!! Write articles, apply for awards, showcase our Write articles, apply for awards, showcase our 

accomplishments!accomplishments!
•• Always showing how we’re serving citizens betterAlways showing how we’re serving citizens better



SummarySummary
!! EE--gov isn’t newgov isn’t new

!! We’ve been at it for (at least) 5 yearsWe’ve been at it for (at least) 5 years

!! We aren’t beginners We aren’t beginners —— we’re leaderswe’re leaders
!! Keys to success:Keys to success:

!! Program managers must own it and get credit for itProgram managers must own it and get credit for it
!! Citizens need to see how we’re serving them betterCitizens need to see how we’re serving them better

!! Remember advice from the beginning:Remember advice from the beginning:
!! Focus on citizensFocus on citizens
!! Approach it from the audience’s point of viewApproach it from the audience’s point of view
!! Remember:  it’s not about HUD Remember:  it’s not about HUD —— it’s about homes and it’s about homes and 

communitiescommunities



Summary (cont.)Summary (cont.)

!! The good news?  It’s working!The good news?  It’s working!
!! “After the workshop, I remarked to everyone how “After the workshop, I remarked to everyone how 

impressed I was…HUD has morphed from monolithic impressed I was…HUD has morphed from monolithic 
bureaucracy to this great user friendly entity. It seems bureaucracy to this great user friendly entity. It seems 
the ethe e--culture has really been very important culture has really been very important —— if not if not 
key key —— to the change.”to the change.”

-- SafenetSafenet (nonprofit in Pittsburgh)(nonprofit in Pittsburgh)


